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Foreword

ISO (the International Organization for Standardization) and IEC (the International Electrotechnical

Commission) form the specialized system for worldwide standardization. National bodies

that

are members of ISO or IEC participate in the development of International Standards through
technical committees established by the respective organization to deal with particular fields of
technical activity. ISO and IEC technical committees collaborate in fields of mutual interest. Other

international organizations, governmental and non-governmental, in liaison with ISO and IEC,
take part in the work.

Thepl‘oced O—Geverop HS—troca et ane FOS€e—h Get—Toft S—Tafcrietrimathm y e
described in the ISO/IEC Directives, Part 1. In particular, the different approval criteria neede
the differenft types of document should be noted. This document was drafted in accordance wit
editorial rules of the ISO/IEC Directives, Part 2 (www.iso.org/directives).

also

€¢ are

d for
n the

Attention is| drawn to the possibility that some of the elements of this document may be the supject

of patent rights. ISO and IEC shall not be held responsible for identifying any.©r all such p
rights. Detdlils of any patent rights identified during the development of the dogwment will be i
Introduction and/or on the ISO list of patent declarations received (www.iso.erg/patents) or the IE
of patent deflarations received (http://patents.iec.ch).

Any trade npme used in this document is information given for the cenvenience of users and doe
constitute ap endorsement.

For an explanation of the voluntary nature of standards, the meaning of ISO specific termsg
expressions| related to conformity assessment, as well as ififormation about ISO's adherence t
World Tradg Organization (WTO) principles in the Technical‘Barriers to Trade (TBT) see www.iso
iso/forewor(d.html.

This documpgnt was prepared by the ISO Committee:on’Consumer Policy (COPOLCO).

This second edition cancels and replaces the first edition (ISO/IEC Guide 76:2008), which has
technically fevised.

The main cHanges compared to the previous edition are as follows:

— additioph of consumer principles based on Consumers International’s eight fundam
consunler rights;

— addition of basic elements_of customer service and service provisions;

— integration of custemer service and service provision elements with consumer principles w|
a table;

— updatinlg of bibliographical references;

htent
N the
C list

5 not

and
the

org/

been

bntal

ithin

— addition_o
standard;

— simplification of the text to facilitate its use.

elrvice

Any feedback or questions on this document should be directed to the user’s national standards body. A

complete listing of these bodies can be found at www.iso.org/members.html.
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Introduction

0.1 Consumers are a key stakeholder group in the standards development process. This document
gives writers of service standards the opportunity to understand the consumer perspective, even when
a consumer representative cannot participate directly in the development process. It is intended for use
by all those involved in the preparation and revision of all service standards.

0.2

Standards are increasingly being developed to cover services. This reflects the increasing
importance of services to the economies of both developed and developing countries. Consumers are
the end users of many services. Delivering services that address key consumer issues is essential to a

succ
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Taking the needs of consumers into account is likely to lead to a reduction in custemel
he business costs incurred because of poor service.

Consumers are individuals with different needs and characteristics. This docum

dless of their circumstances or ability, including those who have different needs (g
people, those with a disability, those from different ethnic and.cultural heritages o
e in a vulnerable situation due to illness, bereavement or other/personal circumstancg

The future ISO 22458 will cover inclusive service.

Consumers are individuals with different needs and characteristics, but collectively
[l citizens. Standards developed in accordance with/this document can help businesse
c concerns at a global level, including ethical and €nyironmental issues.

complaints

ent enables

lards writers to prepare service standards that take the needs of all’¢onsumers into account,

.g. children,
' those who

s).

they are all
5 to address
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Development of service standards — Recommendati
for addressing consumer issues

1 Scope

ons

This document provides guidance on how to meet the needs of consumers in the development of service

stantards- This docuImert carm be USed Dy alyolIe IMVoived (T the deVeIopIent Of SErvice st
can lpe applied to any service.

This[document is relevant to the full range of services, whether or not a formal contract is
or pyrchase price paid. It also has relevance for public or charitable services, e.gl\education
care|provision, where a financial transaction has not necessarily taken place.

This|document relates to the provision of services and therefore does netinclude specific
management systems or professional competence requirements.

2 ormative references

There are no normative references in this document.

3 Terms and definitions
For the purposes of this document, the followingterms and definitions apply.

ISO gnd [EC maintain terminological databa$es for use in standardization at the following 3

— 1S0 Online browsing platform: available at https://www.iso.org/obp

— JEC Electropedia: available at hittp://www.electropedia.org/

31

acceps
usabjlity of a productsservice (3.11), environment or facility by people with the wide
capabilities

3.2
accepsible format

ndards and

bntered into
, health and

Ireference to

ddresses:

st range of

diffefent presentation of information, which can make services (3.11) accessible to those with disabilities

3.3

complaint

<customer satisfaction> expression of dissatisfaction made to an organization, related to it
service (3.11), or the complaints-handling process itself, where a response or resolution is
implicitly expected

[SOURCE: ISO 9000:2015, 3.9.3]

3.4
contract

s product or
explicitly or

agreement by which one or more parties are obligated towards one or several other parties to provide

a service (3.11)

Note 1 to entry: A contract can be binding, whether verbal or written.

© ISO/IEC 2020 - All rights reserved
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3.5
consumer

individual member of the general public who is the end user of services (3.11) or service-related goods
(e.g. a smart speaker)

Note 1 to entry: For the purposes of this document, use of the term “consumer” includes a range of potential and
existing service users, e.g.

those thinking about using or purchasing a service;

those who have purchased a one-off service;

those in
end-usel

end user

Note 2 to enfry: The end user might not be the customer (3.6) who purchased the service, ¢.g”persons hay

meal atares

3.6
customer
organizatio
commercial

Note 1 to ent]
purchaser of’
user of a sery

[SOURCE: IS
have beenr

3.7

customer s
customer’s (.
requiremen

Note 1 to ent

necessarily ilmply high customer satisfaction.

Note 2 to ent]
not necessar

[SOURCE: I
fulfilled” ha
expectation

3.8

[ SITOTT- OT [0Ng-tel M Service contract (3.4J;
s of a service paying directly for the service;

s of a service not paying for the service.

aurant that is paid for either by one person in this group or by a different person.

private or public purposes

ry: The customer has a direct interaction with the service provider (3.12). The customer can N
the service, or in a contract (3.4) with the service provider. The customer is not necessarily th
ice.

0 26000:2010, 2.3, modified — The words purchasing property, products or sery
bplaced with “purchasing or using” and Note 1 to entry has been added.]

atisfaction

[s and expectations

ry: Complaints (3.3) are a comymon indicator of low customer satisfaction, but their absence dot

ry: Even when custemier requirements have been agreed with the customer and fulfilled, this
ly ensure high custemer satisfaction.

50 9000:2015, 3.9.2, modified — The words “the customer’s expectations have
ve been/réplaced by “the service provider has fulfilled the customer’s requirements
5” and-the original Note 1 to entry has been removed.]

1 or individual member of the general public purchasingyor using services (3.11))

ing a

for

e the
e end

ices”

3.6) perception of the degree to which the service provider (3.12) has fulfilled the custommer’s

s not

does

been
and

customer s

TVice

interaction of an organization with the customer (3.6) throughout the phases of service provision and
after sales service (3.11)

[SOURCE: ISO 10002:2018, 3.5, modified — The article “the” has been replaced with “an” before
“organization” and the words “throughout the life cycle of a product or a service” have been replaced
with “throughout the phases of service provision and after sales service”.]

39

consumer representative
individual or organization with the training and experience to advocate and represent the views of
consumers (3.5), in order to protect consumer interests

© ISO/IEC 2020 - All rights reserved
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3.10
feedback
opinions, comments and expressions of interest in the service (3.11) or the complaints-handling process

[SOURCE: ISO 9000:2015, 3.9.1, modified — The phrase "product,” before "service" has been removed.]

3.11
service
activity, or set of activities, provided for the benefit, or to meet the needs, of a consumer (3.5)

Note 1 to entry: Services are generally intangible and often mutable.

Note |2 to entry: A service can be:
— ¢tand-alone, or bundled with a product;
— provided by an organization or an individual;

— 3 short term, one-off or repeated interaction (e.g. a hotel or restaurant), or past'of an ongoing, long term
felationship [e.g. a mobile phone contract (3.4), mortgage or insurance policy];

— provided free of charge or against payment (in advance, in arrears, in in§talments), either directly [e.g. to the
gervice provider (3.12)] or indirectly (e.g. in the case of education, healtlror care services provifled by a local
juthority).

Note 3 to entry: Due to the variety and complexity of some services,'adifferent definition of a “service” can apply
in some standards depending on the particular circumstances, of the service being provided.

Note|4 to entry: The individual or organization acting as;the service provider might offer more fhan a single
servife.

3.12
servjice provider
entitly that offers one or more services (3.11)

Note|l to entry: The entity can be an individual or an organization.

3.13
safeguard
takelprecautions to prevent or'reduce the impact of a failure in some aspect of service provjision

3.14
consumer vulnerability
statd in which anyindividual can be placed at a disadvantage, or at risk of detriment, duting his/her
interjaction with™a service provider (3.12) due to the presence of personal, situational and market
environmentfactors

Note|l to entry: Anyone can be vulnerable at any time. Vulnerability can be temporary or permanert.

Note Z2-toentry—Factorsthatcontributetoconmsunrer vulnerabitity camrbepersonatfeg—heattininess, injuries,
disability, impairment) or situational (e.g. job loss, bereavement, low level of literacy).

Note 3 to entry: An organization’s processes and procedures can reduce or exacerbate consumer vulnerability.
Note 4 to entry: A consumer (3.5) when vulnerable can:

— beat higher risk of experiencing negative outcomes when interacting with service providers;

— have limited ability to maximise his/her wellbeing;

— have difficulty in obtaining or assimilating information;

— beless able to buy, choose or access suitable services (3.11);

— be more susceptible to certain marketing practices.

© ISO/IEC 2020 - All rights reserved 3
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3.15

personnel

staff

persons responsible for delivering a service (3.11) on behalf of the service provider (3.12)

Note 1 to entry: Personnel can include volunteers, subcontractors and agents, as well as paid employees.

4 Using this document

4.1 Consumer interests in services

This documlent provides an overview of how consumer interests should be identified and taken| into
account in the development of standards for services.
4.2 Strudture

This documgpnt outlines the process standards writers should follow to ensure that)consumer intefests
are considefed at all relevant stages of their work:

— Clause |5 outlines a process for standards writers to use to address the key areas of consfimer
interest, including the needs of older persons and persons with disabilities. It also gives guidance
on how [to ensure consumer interests are considered in the processiof making a standard.

— (Clause p identifies the key consumer issues to be addressed at all'stages where there is aninteraftion
between the service provider and the consumer.

— Clause [7 describes how to apply the consumer principles to key elements of service.

4.3 Benefits of using this document

The application of this document can have widespread benefits for service standards writers, entities
using those fstandards and the consumers that\use those services, as outlined in Table 1.

Table 1 —Benefits of using this document

To standards writers To industry To consumers
O Consumey insight — checklist«®f O Give consumers what they O Better quality services — highgr
key consumgr issues to include want and need levels of satisfaction

O Expert adyvice — in line with best |0 Keep existing customers and |0 Safer, more accessible services
practice win new ones

O Provides 4 template for writing [0 More efficient processes — | Increased transparency, e.g. costs,
standards — savesitime and effort! save money terms and conditions

O Holistic appredch, e.g. reminding O Avoid common problems and | More effective redress systems
of relevant skahdards, legislation and |reduce complaints
key horizontal issues

O Ensure consistency 0 Enhanced credibility and O Increased confidence and trust in
brand reputation service providers

O Provide mechanism for continuous |[] Maintain and enhance cus- [ Increased expectation that the ser-

improvement tomer satisfaction vices will meet the service provider's

value proposition

5 Before starting work on a standard

When drafting a service standard, it is important to ensure that the document deals with all relevant
aspects of the service. Before starting work, it can be helpful to think about the following questions:

a) What does the service consist of?

4 © ISO/IEC 2020 - All rights reserved
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This describes the core elements of the service provision and what is on offer to consumers. A service
that offers something a consumer wants or needs is the main reason for consumers to consider using
the service.

b) Who is the service provider?

The service provider is the individual or organization ultimately responsible for delivering the service to
consumers. The service provider is responsible for complying with the agreed service level, regardless
of whether other intermediaries have participated in the process.

c) Towhom is the service provided?

The fonsumers receiving the service are those whose needs and expectations the servic
fulfil. It is very important that their profile is clearly identified. The consumers can be'ind
group, a person or an organization with legal entity. There can be consecutive service|episo

serv

It ca
cons
Once
need
of co|

d)

The
safe
equi

e)

The
of a
sectq
cont
ice ¢
stan

f)

The
pers
with

\

\

]

The
addr]

hsumers when vulnerable.

ce provider’s objective being to satisfy all of them.

h be necessary to narrow the range of consumers to whom the servicerisZaddressed.
limers (e.g. children) to whom the service is not addressed, this should be indicated i
the target group of consumers has been identified, research shouldbe conducted to i
s and expectations. It is particularly important that research is,dore to identify the sp

Where is the service provided?

blace, physical or virtual, where the service is provided.Is the natural, built or online ¢
and accessible? Will equipment need to be proyided? If so, the safety and accessi
bment will need to be addressed.

When is the service provided?

moment or period of time when service\provision is carried out. The beginning and
service do not necessarily take placetat a specific moment in time and can vary from
r to another. Service can be providéd in the form of a single event (e.g. parcel deliv
nuous provision (e.g. telephone-ine); it can be composed of just one single core service
ream) or several (e.g. accommodation) and can also include levels or options (e.g.
lard service).

How is the service provided?

way in which the)service is provided, including the methodology, sequence or |
bnnel involved in/the provision of the service? At what points of the service do persor
consumers?

essed when developing a new service standard or at each revision of an existing one.

:Ele

e intends to
viduals or a
Hes with the

If there are
the scope.
ntify their
ecific needs

nvironment
pility of the

termination
one service
ery) or as a
(e.g. selling
premium or

rocess. Are
nel interact

brocess.outlined in Table 2 is intended to help ensure that key consumer issues are identified and

NOT

This process is based on one in ISO/IEC Guide 71

© ISO/IEC 2020 - All rights reserved


https://iecnorm.com/api/?name=c87895b27816d607f814e6d1c8235134

ISO/IEC GUIDE 76:2020(E)

Table 2 — Consideration of consumer issues at service standard development stage

Stage 1:
Define stand-
ards project

Identify:

The purpose, scope and field of application of the standard or other deliverable.
The different types of service provider that deliver the service.

Who is likely to use the service? Who is it intended for? Who else can potentially be
impacted by the service?

What are the potential benefits and risks to consumers?

——Whatare thecurrenttevels of satisfactiomwithrthe service, anmd are thereany common
problems that need to be addressed?
Stage 2: Ensure:
Create_ — Training is provided for committee members who are unfamiliar with théprocess df
committee standards development.
— Committee members are made aware of, and have access to, relevant-Guides.
— The committee has balanced representation from service providers and others wha
have an interest in the service provided, including consumer representatives.
— Consideration is given to data regarding the consumeriexperience of the service, e.g.
consumer complaints and accident data.
— The committee makes use of information from other sources such as service providers,
user groups, user surveys/focus groups, market surveillance, validated online revigws.
Stage 3: Ensure:
Develop — The standard has addressed the needs.0of the widest range of potential consumers.
content of
standard — The standard has minimized pogsible safety, privacy protection and security risks and
provided adequate information about those risks that cannot be eliminated.
— The standard has maximised the accessibility to the widest range of users, including the
use of assistive technology where relevant.
— There are appropriate methods for evaluating performance against consumer
expectations which will also drive continuous improvement.
Stage 4: Ensure:
Review — The draftstandard is circulated to consumer representative groups who can potengially
process be affécted by that specific service to seek comments.
— TFhedraftis circulated to a wide range of business user stakeholders to seek commgnts.
—.~Where possible, the trial of the standard with a real-life case study. This can be a gdod
test of how well it works.
Stage 5: Ensure:
Publish — The standard can be reproduced in accessible formats, if required.
standard
— There is a plan for the application and promotion of the standard.
Stage 6: The standard needs to be reviewed regularly to ensure continual improvement. The review
Review should consider:
standard — Who is using the standard?
— How isitused?
— Isitstill relevant to consumers?
— Are there any new risks for consumers?
6 © ISO/IEC 2020 - All rights reserved
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6 Key consumer principles to be addressed

6.1 General

The key consumer principles, or consumer rights, form the foundation of the consumer interest and
should be considered at every point of service planning, design and delivery where there is likely
to be contact between consumers and service providers (see Clause 7). The considerations of these
principles throughout the development of service standards will help service providers to ensure they
are addressing consumer needs and will drive continuous improvements.

6.2 rthoice

be offered
meets their
e particular
eristics of a
et.

Promoting consumer choice is a fundamental consumer principle. Consumers shauld
comparable and realistic options, so they are able to choose the service that lbest

requjrements. In standardization, this means that a standard should not faveur‘any on
suppllier or be unnecessarily restrictive of the form of service provision. Vanigus charact
serv]ce will be balanced with the need to maintain value for money and a competitive mar}

6.3 | Access

Acceps to services is a function of the ability of consumers to afford the things they need
a tinmpe that is convenient for them. Services should be made.available to the largest poss
of cgnsumers regardless of location, social and economi€, considerations and physica
impdirment. Essential services (such as water, energy and health care) should be accessib
interests of the full range of consumers from children,lder persons, people with variation
and mental abilities and those with different cultural and ethnic backgrounds and their n
be ifjcluded in the development of relevant standards. Standards should ensure that ser
unrepsonably discriminate against any particular group of consumers.

or want, at
ble number
| or mental
e to all. The
5 in physical
eeds should
yices do not

Spec
due {
with

al consideration should be given to identifying and responding to consumers when vulperable who,
o a wide range of personal factorsgcan be at risk of disadvantage or detriment wher interacting
a service provider and require a more flexible and inclusive approach.

NOTH Further guidance on adduessing accessibility in standards is given in ISO/IEC Guide 71.

6.4 | Information

With

out clear, accurate,*simple, relevant and timely information, in accessible formats

cannot make informed choices about the services they use. Information and its communid

cruc
fewe)
etc.

al role in the$€lection, provision and effective use of services because, unlike produc
r tangible‘elements to assist the consumer in gauging quality, fitness for purpose, valu
ommunication of information, especially prior to purchase decision or contract signaf]

consumers
ation play a
s, there are
e for money,
ure, and the

manher ¢f doing it (including the attitude of personnel) is a fundamental consideration.

NOTI

Further gnidnnr‘p on pnr{*hncp information for consumersis givpn in ]QnI/TF(‘ Guide 14

6.5 Safety

Consumers have the right to expect, and are likely to assume, that all services provided are safe. Safety
can include physical safety, health and hygiene, as well as safety, security and privacy of personal
data, such as in financial services and e-commerce. Organizations should take all reasonable steps
to identify potential risks to consumer safety and minimize them. Where the service has inherent
risks, e.g. adventure holidays, it is essential that consumers are provided with information at the pre-
purchase stage that clearly explains the potential risks, and responsibilities of the organization and the
consumers in minimizing these risks. Safety is particularly important when considering people when
vulnerable.

NOTE1  Further guidance on child safety is given in ISO/IEC Guide 50.

© ISO/IEC 2020 - All rights reserved
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NOTE 2  The future ISO 31700 gives guidance on privacy by design for consumer goods and services.

6.6 Redress

If something goes wrong, consumers need to feel confident that there are appropriate provisions in
place to handle any concerns or complaints, irrespective of whether the service is provided nationally
or cross-border. Organizational procedures should ensure the provision of accessible and effective
systems for complaints and feedback, as well as access to impartial dispute resolution services for
complaints that cannot be resolved by the internal complaints process. Customer feedback should be
used by the service provider to drive continual improvement in its service provision.

NOTE 1 GIidance on complaints handling in organizations is given in ISO 10002.
NOTE 2  Guidance on dispute resolution is given in ISO 10003.
6.7 Sustainability

Services sh
defined as

economy as
generations
and ethical
organizatio

businesses ¢n local communities. Organizations should also consider their impact on the environ

by reducing

puld be developed in a way that meets the need for sustainability. Sustainability c3
he state of the global system, including the environmental, socialclimatic, ethica

n be
and

pects, in which the needs of the present are met without compromising the ability of fyture

to meet their own needs. Sustainability covers a wide range/of social, environm

bntal

issues from supporting local communities to protecting global resources. For example,

ns should treat their workers fairly and should minimizeé the negative impact of

waste and minimizing the use of resources such asqvater and energy use.

NOTE1 F

NOTE 2

NOTE 3 F
.org/sustaing

6.8 Repr

Consumers
consumers,
working grg
use other w
while natior
listen to the

services, and that customer feedback is used to improve services. Increasingly, the mechanism

obtaining fg
avenues are

Further guidance on social responsibility is given'inISO 26000.

rther guidance on addressing sustainability in standards is given in ISO Guide 82.

rther information on the United Nations Stustainable Development Goals is given in http://ww
Ibledevelopment/.

bsentation

have the right to be heard.Standards development organizations should ensure th
including groups in vulnérable situations, are represented in all technical committe
ups where the subject matter has an effect on consumers. If this is not feasible, they sh

their
ment

=

ht all
bs or
ould

hy's to ensure thateonsumer interests are considered, e.g. by consulting COPOLCO members,

al representatives’can consult their local consumer organizations. Service providers s}
consumer voice and ensure that the needs of their consumers are central when develd

edback (on services are online or by email. Particular care is needed to ensure that
validand accessible to the widest possible group of consumers.

ould
ping
s for
such

6.9 Qual

ty

The quality of services is a subjective issue, but consumers' expectations should be met or exceeded.
For example, some consumers will be willing to accept a lower quality for reasons of price, providing
this does not compromise safety (see 6.5). The service should be fit for purpose and as described. The
key issue is that services should meet or exceed consumer expectations. This is one reason why quality
is not included as a consumer right.

EXAMPLE A hotel can be 5-star or 1-star. Both are value for money if expectations are met, but the quality of
the services provided is very different.
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6.10 Privacy and data protection

Services should be designed and provided in a way that ensures application of appropriate measures

for security and safeguarding the consumers’ personal data and for obtaining necessary
sharing of personal data with third parties.

consent for

EXAMPLE The European Union General Data Protection Regulation provides a legislative framework for

privacy protection within the European Union.

NOTE The future ISO 31700 will cover privacy by design for consumer goods and services.

7 How to apply consumer principles across common elements of servic

7.1 | General

The service matrix in Table 3 illustrates how service providers can address consumer iss
by mlapping common elements of service (see 7.3) against key consumer quéstions, promp
providers to consider a wide range of consumer needs and principles, at-all'stages of serv
and dlelivery (see 7.2).

7.2 | Stages of service provision

This[document focuses on services that have a direct impact on consumers, where there is
of inferaction between the service provider and the consumer at some point during the ser¥
procpss. This interaction can occur at:

a) pre-service delivery — the period of time ‘prior to purchase, transaction or decis
hen consumers are comparing, considering'er choosing services;

b) gervice delivery — the period of time\during which the consumer is using or cor
ervice;

c) post-service delivery — the period of time after service delivery, after the contra
¢énded which can include feedback, complaints or dispute resolution.

7.3 | Common elements ofiservice

Alth¢ugh it is recognised that all services are different and service providers can ir
conspimers in a variety-of ways, there are a number of common elements to service provis
be applied to a wide variety of service industries. These include:

— strategyaiid principles;

— gervice'planning and design;

hes (see 7.4)
ting service
ce planning

an element
rice delivery

ion-making,

suming the

ct term has

teract with
ion that can

J— nnfrnr*fc;

— service environment;

— communication with consumers;

— staff and resources;

— privacy and security, data protection;
— billing and payments;

— feedback and complaints;

— continual improvement.
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Common elements of service can apply to one or more stages of service delivery (see 7.2) and should be
considered by service providers, where relevant, to ensure that the needs of consumers are taken into

account.

NOTE

7.4 Consumer questions

ISO 14452 specifies requirements for network services billing.

Across all the service elements, consumers are likely to have a range of different needs and ask a variety
of questions (see Table 3). The list of questions is not exhaustive; further questions can arise in relation
to particular service sectors, which can be mapped across to service elements in the same way.

Tab

e 3 — Service elements, consumer principles and related consumer questions

SERVICE MATRIX OF THIS DOCUMENT

Comman service
provision/elements &
deliveny phases

(Pre-, Delivery, Post)

Description of
service provision elements

Relevant
consumer
principles

Consumer questigns

Service pla‘ming and
design

Pre-

Understanding the target market,
identifying adequate resources
(people, money, equipment), emer-
gency planning, safeguarding

Access, choice;
representation
safety, susStaina-
bility

Am I eligible for the
service?

Does the service proyider
consider my specific
needs, preferences and/
or limitations?

Strategy anf principles

Pre-, Delivelry, Post-

Organizational strategy, guiding
principles, aims and objectives,
target user

Access, choice,
information,
representation,
safety, sustaina-
bility

What added value/vallue
proposition does this
service have for me?

Service envlironment

Pre-, Delivery

Risk assessment, service’environ-
ment accessibility, service personnel
availability, computing systems,
equipment used:by consumers

Access, safety

Is equipment for seijvice
delivery adequate aphd
in good condition?

Am I able to access the
service and personrnel?

Communicdtion with Sales, marketing and advertising, Access, Do I have enough infofma-
consumers provision of information, consumer |information tion about the service|to
. contact channels, social networking make the right decisign?
Pre-, Delivery, Post- sites, customer service policies
! p Can I understand it?
Is it honest?
Is it in accessible formats?
Have I been informdd of
safety Tisks?
Personnel and resources |Recruitment of competent person- |Information, Are the personnel knowl-
. nel, training and s ort safety, edgeable, courteous and
Pre-, Delivery, Post- & upp y 8 u “
helpful?
Privacy and security Personal data, confidentiality, com- |Choice, Is use of my personal
. puter systems, information, data restricted to stated
Pre-, Delivery, Post- g . . .
safety of service provision safety and preauthorised use?

Are emergency services
available if needed?

10
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Table 3 (continued)

SERVICE MATRIX OF THIS DOCUMENT

Common service
provision elements &
delivery phases

(Pre-, Delivery, Post)

Description of
service provision elements

Relevant
consumer
principles

Consumer questions

Contracts and billing

Pre-, Post-

Terms and conditions, contracts,
cancellation, consumer rights, bill-
ing information

Access, choice,
information

Do [ understand the con-
tract or implied contract?
Does the contract give
me enough information

third party,
tion rights)?

Are there different meth-
ods of paymehnt and is this
made clear?

Are bills provfided in ac-
cessible formpts and able
to be understpod easily?

Feedback and
complaints

Post-

Complaint systems, personnel feed-
back systems, dispute resolution

Access,
information,
redress

[s it easy to fdedback
views, including com-
plaints and aife there a
variety of wa}s to do so?
Do the persornel dealing
with complaipts deal
with them promptly,
courteously and knowl-
edgeably?
Is there an inflependent
third party tq deal with
complaints if the service
provider is unjable to re-
solve it satisfactorily?

Continual improvement

Pre- Delivery, Post-

Pérformance monitoring, internal
audit, communication between
front line staff and management,
responsive to feedback, implement-
ing change

Does the servfice provider
use complaints to drive
continual imgrovement in
the service offered?

Stanflardswiriters should consider the consumer principles (see Clause 6), consumer questjons and the
issugs that' they raise, when developing any standard for a consumer service. Service prpviders that
adhgre.to standards that address these consumer issues are likely to:

— increase satisfaction by better meeting the needs of consumers;

— improve service delivery and reduce complaints;

— increase consumer confidence in their business.

This document recognises that every industry is different and can have specific needs that need to be
taken in to account. Annex A and Annex B use two case-study examples to illustrate how two different

service industries can address consumer issues. Although the industries are very different in nature,
the main service elements can be applied to both and the consumer considerations are similar.

NOTE

© ISO/IEC 2020 - All rights reserved
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Annex A
(informative)

Consumer issues checklist — Example of an immediate /one-off

Table A.1 pr

avidac agridancn ~an hovy o cnpvion i day 1 thn hocnit ity s Aoty oo +ol,0 ~onc

service

issues (see 7
an illustrati

Tabl

p A.1 — Consumer issues checklist — Example of an immediate/one-off'service

ovides-guidance-onhow-a-service-providerin-the-hospitality-industry-ecan-take-eensymer

.4) into consideration across all the common elements of service (see 7.3). This case.Stydy is
ve example only and the list of questions to consider is not exhaustive.

Common el
service

bments of

Questions for the service provider to consider \S\Ov
(@)

Strategy and principles

Identification of principles and objectives, which take consumer issues into accqunt.
Communication of these to all relevant staff and emhedded in organizational strate-
gies and policies.

design

Service planning and

General:

Access:

Safety:

Sustainability:

Who is likely to visit the hotel and use its'services? What can they want ang
need from your hotel?

Are hotel facilities accessible to.all potential visitors and guests with a wid
range of needs and abilities?

19%

-~

Are there specific roomis that are accessible to guests with limited mobility

Are hotel personnelaware of relevant equality/accessibility legislation and has
it been implemented?

Are there.adequate emergency plans in place for fire and evacuation?

~

Have these been communicated effectively to all relevant members of staff

Is there a recycling plan in place?
Is there an environmental policy in place?
Has due attention been given to minimizing the use of energy and water?

Are hotel personnel engaged with initiatives to reduce resources consumption?

Contracts

Information:

Are all guests made aware of the terms and conditions of service before making
payment?

Are the terms and conditions accessible to all guests who wish to refer to them?

Do the terms and conditions clearly communicate the terms of reservation and
cancellation?

12
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Table A.1 (continued)

Common elements of
service

Questions for the service provider to consider

Service environment

General:

Think about all areas that visitors or guests can use in your hotel, e.g. public areas,
reception, restaurant, bar, grounds, guest rooms, swimming pools, gyms. In addi-
tion, think about any equipment used in those areas, e.g. playgrounds, electrical

appliances, gym equipment.
Access:

lctbora s daoiiota o accfor naonla vt dicobalieiac 10 11 o]

as with

1 )
TSt e e oottt CeS S TOT P COPpTC—vy e o ooTTer ST o paoTrc ot g

dedicated rooms that are fully accessible?
Sustainability:

— Isiteasy for hotel personnel, visitors and guests to dispoSe, of rubb
recycling facilities?

Safety:
— Is the hotel environment safe?

— Do all hotel areas the above meet health andsafety requirements including

cleanliness?
— Do electrical installations meet legaltequirements?

— Are there written procedures,in(place for emergency evacuation an
do in the event of a fire?

— Are smoke alarms and ether safety systems in place and regularly inspected

and maintained?

— Are procedures forkitchens and food preparation areas adequate t
hygiene requirements?

sh, and use

d what to

D meet

Communication with
conqjumers

Access:
— Isall hotel'information available in accessible formats?

— Arecommunication facilities available to people with disabilities?
Choice:

— - Isinformation available in a range of accessible formats, including §
to online information?

Information:

— What information does the hotel give to guests about its services apd

facilities—online, in printed literature and advertisements?

— Isitfair and accurate?

Safety:

\lternatives

— Are emergency and evacuation procedures clearly communicated to all guests?

© ISO/IEC 2020 - All rights reserved
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Table A.1 (continued)

Common elements of
service

Questions for the service provider to consider

Personnel and
resources

General:

A wide range of personnel will be needed, including administrative, cleaning and
food preparation staff.

— Are there clear roles and responsibilities for all members of staff?

— Are there clear requirements for their qualifications, competencies, experience
and skills?

Safety:

— Have personnel been adequately briefed and trained in how to mininiize‘the
risk of accidents and what to do in the event of an incident or emergency?

Sustainability:
— Where possible can products used by the hotel, such as food)teiletries, linens
and cleaning products, be sourced locally?

— Do third party suppliers also work sustainably?

— Are personnel recruited and trained in how to.minimize impact on the
environment?

Privacy and security

General:

-~

— What information does the hotel ask guests to supply and is it all necessary
— Are staff aware of legislation relevant to protection of personal data and hqtel

procedures in this respect?
Safety:

— Does the hotel meet all fégulations on data protection?
— How does the hotelstore and manage personal data of guests?
— Are all computes systems secure and regularly maintained?

— Isaccess.to this data restricted to specific personnel (e.g. passwords, user
logins)?

— Aréthere adequate systems in place to protect personal data and guests’
payment details (e.g. encryption, passwords)?

Information:

=— Are guests told how their information can be stored, used?

Choice:

— Are guests given a choice about the level of data they provide and how it cgn
be used?

— Are guests given clear information about the level of openness of Wi-Fi?

— Are they given the choice to opt out of any further communications or sharing
of their data?

Billing and payment

Information:

— Are bills clearly presented with a price breakdown of any additional costs and
services?

Access:
— Are bills available in accessible formats on request?
Choice:

— Are guests offered a range of different payment methods (e.g. debit/credit
card, cash)?

14
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Table A.1 (continued)

Common elements of
service

Questions for the service provider to consider

Feedback and
complaints

Redress:

— Isfeedback from personnel and guests on possible improvements p
encouraged?

— Are guests encouraged to provide feedback, including complaints?

— Does the hotel have a clear internal complaints procedure?

ositively

— Are there clear ways of providing feedback, such as a form to comp
the room, or automatic request for feedback via email to evaluate<
satisfaction?

Access:

— Are complaints procedures accessible to the widest pgssible range
consumers, and is information available in accessibleXformats?

ete in
1stomer

Cont
imp

inual
"fovement

General:

— Are there procedures in place to analyse all feedback and complain|

— Are there procedures in place to ensuresthat feedback is acted upor
manner to make the necessary improvements, especially where thg
potential health or safety issue for guests?

— Are there procedures in placéfor performance monitoring of all pe

[s?

in a timely
reisa

Fsonnel?

© ISO/IEC 2020 - All rights reserved
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Annex B
(informative)

Consumer issues checklist — Example of an ongoing contractual
service

Table B 1 roxnidac g danan o aL an anargyy cnalinge ~on bl concii e dociine (cnn 7 4) into
. OV T S S urtro T Ce— OO0V ottt gy —Supprrtr—torr—torcC—Co St oSt S5t C——17

consideratign across all the common elements of service (see 7.3). This case study is an illustrptive
example only, and the list of questions to consider is not exhaustive.

Tablg B.1 — Consumer issues checklist — Example of an ongoing contractualservice

Common el¢ments |Questions for the service provider to consider \S\Ov
of service (@)

Strategy and Identification of principles and objectives, which take consumer issues into account.
principles Communication of these to all relevant personnel and embédded in organizational
strategies and policies.

Service planning General:

and design —  Which consumers are likely to use your energy services and do any groups of
consumers have specific needs or vulnerabilities?

Access:

— Are personnel aware of relevant eguiality/accessibility legislation and is it
implemented?

Safety:

— Are there adequate procedures in place to deal with incidents or emergencies, le.g.
large-scale interruptions to supply?

— Have these been cornmunicated to all relevant members of personnel?

Sustainability:

— Isthere ategycling plan in place?

— Is there\an environmental policy in place?

Contracts Access:

— \\Are terms and conditions written in clear and simple language that is easy to
understand?

Information:

— Are all customers made aware of the terms and conditions of service before
signing the contract?

— Is there a sufficient cooling-off period in place if customers wish to change
their mind?

— Do the terms and conditions clearly communicate the terms of use and
cancellation?
Choice:

— Isthere a range of different tariffs for customers to choose from and are these
clearly communicated and comparable?
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